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ABSTRAK 
 
Penelitian ini dilakukan berdasarkan adanya data pertumbuhan pembangunan 
infrastuktur di Indonesia namun terdapat penurunan jumlah rental alat ukur di Asbidi 
Instrumen sebegai penyedia jasa alat untuk pengukuran pembangunan infrastuktur. 
Hasil penelitian menunjukkan terdapat pengaruh positif dan signifikan antara citra 
perusahaan dan kualitas pelayanan terhadap loyalitas pelanggan melalui kepuasan 
pelanggan baik secara simultan maupun parsial. Kesimpulan yang didapat kepuasan 
pelanggan sebagai variabel intervening tidak memediasi pengaruh antara citra 
perusahaan dan kualitas pelayanan dengan loyalitas pelanggan. Metode penelitian 
yang digunakan adalah metode deskriptif dan verifikatif dengan jumlah sampel 
sebanyak 65 responden. Pengujian instrumen penelitian menggunakan uji validitas 
dan reliabilitas. Metode analisis data yang digunakan adalah path analysis, korelasi 
berganda dan koefisien determinasi. 





This research was conducted based on the data on the growth of infrastructure 
development in Indonesia, but there was a decrease in the number of rental measuring 
instruments at Asbidi Instruments as a service provider for measuring infrastructure 
development. The results showed that there was a positive and significant influence 
between company image and service quality on customer loyalty through customer 
satisfaction either simultaneously or partially. The conclusion is that customer 
satisfaction as an intervening variable does not mediate the influence between 
company image and service quality with customer loyalty. The research method used 
is descriptive and verification methods with a total sample of 65 respondents. Testing 
research instruments using validity and reliability tests. The data analysis method 
used is path analysis, multiple correlation and the coefficient of determination. 
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